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ABSTRACT 
Introduction:one of the indicators of the success of the health care is the satisfaction of the 
patient. The patient's own our satisfaction in service can be determined by expectations 
Compared with the fact that accepted by the patient. Methods:A literature search was 
conducted in Several major databases such as proquest, ScienceDirect, DOAJ, sagepub, 
MEDLINE, and google scholar with the limitation of the time used is the January 2006 through 
December 2016. Results: as many as fifteen research raised in this study, all of the which have 
almost the same purpose how to Increase patient satisfaction in every population. Fourteen of 
the study chose random respondents. Conclusion: patient satisfaction with Significantly, so 
that it can be concluded that the Satisfaction of Patients actually Refers to the appearance of the 
existence of that care or more perfect appearance of the care, then the more perfect also the 
quality. 
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INTRODUCTION 
Community health services as users 
expect optimal health services in terms of 
quality health services is feasible and 
Appropriate what is expected. In addition to 
the quality of service, increasing the level of 
education, knowledge and social economic 
effect on society demands Also an Increase 
in the quality of health care, one of them the 
organization of health care in the hospital 
staffs about the performance of health. In 
addition, the public critiquing various 
aspects of health services especially 
regarding care, Because at the hospital most 
of the human resources that berinteraksi 
directly with the patient is the nurse, so that 
quality of service implemented a by nurses 
can be rated as a good indicator of what the 
bad quality of service at the Hospital 
(Sulistiyono, 2014). According to 
Parasuraman (1990) of health services there 
are five dimensions play of Them 
responsiveness of the willingness and the 
readiness of health workers to help Patients 
to seek treatment quickly intervening, 
respond to demand Patients, and informed 
anytime the service will be given. The best 
thing is consistency that the performance of 
the service, capable of offer a service that 
trusted According to the promise and for a 
upon.Security Agreed that has been in the 
behavior of health workers can give trust 
and security for Reviews their customers, 
always be polite , and control knowledge 
and skills.Empathy that is the ability of 
health workers to understand complaints 
Patients, pay attention individually, give an 
opportunity to ask and timeliness of so the 
customer is not too long a wait for 
treatment.Physical evidence that is the state 
of the environment around roomates real, 
and seen from the health service workers 
appearance the which includes officers, 
equipment and facilities that is used 
(Solihat, 2013).To know the quality of 
service that perceived as real by consumers, 
there is a measure of satisfaction indicator 
of consumers that is situated on five 
dimensions of quality of service .The fifth 
dimension items, namely: physical 
evidence (tangibles), direct evidence that 
includes physical facilities, supplies and 
materials used hospitals and the appearance 
 
 
358 
 8th International Nursing Conference “Education, Practice And Research Development In Nursing” 
of existing employees.Dependability 
(reability), pertaining to the ability of 
hospital services to provide immediate and 
accurate since the first time without making 
anything wrong and satisfactorily; 
responsiveness) (responsiveness, with 
respect to the willingness and the ability of 
employees to help Patients and respond to 
Reviews their demand to respond, as well as 
inform services accurately; guarantee 
(assurance) ie includes knowledge, skill, 
civility, capable of Cultivating his patient 
trust; Empathy (empathy) means ease 
inintercourse good communication, 
personal concern in understanding the 
patient as customers and acting sake of 
Patients. 
 
METHODS 
Searchconduct in some major 
literature like proquest database, 
ScienceDirect, DOAJ, sagepub, 
MEDLINE, and google scholar by inserting 
keywords Patients satisfaction, quality of 
management, the quality of 
pelayanan.batasan time used is january 
2006 until december 1643 article 
2016.From acquired, only 15 meet the 
criteria inclusion.The article criteria for 
inclusion article is: 1) rs / clinic, 2) 5 
indicators measuring quality service, 3) 
sample of visitors or inpatients / outpatient, 
and 4) parameter is satisfaction Patients 
assessed.The parameters of the satisfaction 
of Patients who were judged to be using the 
instruments varity. Fifteen research uses the 
dimensions of responsiveness, assurance 
and empathy, while tangible dimensions 
reliability. Patients and satification Also 
have been influenced by Several among 
other factors: reliability, assurance, 
tangibility, empathy and responsiveness. 
reliability (dependability) is capability 
officers of providing services to consumers 
with tepat.dalam health services is the 
assessment of Patients in the ability of 
exertion healt. Assurance officers the which 
is the ability to provide services to 
customers so that trust can be .Inside health 
services is clarity of health workers provide 
information on the disease and the cure to 
pacient. tangibility (physical evidence) the 
provision of facilities and physical facilities 
that can directly perceived by consumen. 
Inside health treatment services is 
cleanliness and toilet room. Emphaty 
(attention) the ability officers relationships, 
attention, and understand the consumen 
needed and responsiveness (responsiveness 
of the officers) ability of providing services 
to consumers quickly intervening inside 
health services a long time waiting for 
Patients from the register to Obtain access 
to health workers (Kotler , 2000). 
 
RESULTS 
The Relationship Between The Physical 
Evidence With Patient Satisfaction 
Based on the data on physical 
evidence either, most of the respondents ie 
as many as 71 respondents (45.0%) feel 
satisfied, as many as 10 respondents 
(10.2%) feel less satisfied. On the physical 
evidence is less good, the majority of the 
respondents ie Thirteen respondents 
(13.3%) feel less satisfied and 4 
respondents (4.1%) were satisfied. Chi 
square analysis Continuity Correction 
results between the physical evidence to the 
satisfaction of the Patients Obtain the 
values of URA symp.sig (2-sided) or p 
value of 0.000. If the value of p is smaller 
than the value of α = 0:05. From the analysis 
results Obtained Also the value of the Odds 
Ratio (OR) = 23.075. According to Suryati 
(2006), aspects of physical evidence 
Became important as a measure against the 
Ministry. Customer will use the senses of 
sight a service quality attributes of 
variables. Good physical evidence will 
Affect the perception of the customers. At 
the same time aspects of the physical 
evidence IS ALSO one of the sources that 
may Affect the customer's expectation, 
Because physical evidence good, hope 
customers to higher .this research in line 
with Irfan et al (2012) in research with 
satisfaction 320 of respondents for Patients 
and the quality of service in government 
hospital in pakistan see the relationship 
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between meaningful dimension physical 
evidence and other dimensions of quality 
with satisfaction Patients .Lumintang 
(2012) in 86 Patients on observational 
research about the factors associated with 
pleasure Patients askes to the public in 
Hospital patient in installation b .Rd prof 
.Dr. Kandou Manado found that the 
physical environmental conditions a factor 
that influences Significantly Patients with 
satisfaction (p = 0:03) .Similarly Susmaneli 
dantriana in research on 92 respondents 
using a design cut latitude about the quality 
of service obstetrics Patients dimension of 
satisfaction. Jampersal program at Hospital 
Rokan Hulu Baru week discovered proof of 
physical dimensions (p = 0.003) dealing in 
a meaningful manner with satisfaction 
Patients (Susmaneli, 2014) .Kambong et al 
(2013) on research on the relationship 
between a nurse with service satisfaction of 
Patients at PHC Talawaan north Minahasa 
region discovered the existence of the 
relationship between nurse in service 
dimensions physical evidence, 
dependability, security, concern with 
satisfication patient and the absence of the 
relationship between nurse in service 
dimensions responsiveness of gratification 
Patients with .Simbala (2013) in research 
analytic to a draft survey of 100 respondents 
found that physical evidence in a 
meaningful manner Patients associated with 
satisfaction (p = 0.002). So far the research 
by calisir et al (2012) about the effects of 
the dimensions of quality against 
satisfaction patient and repeated visits 
against 292 respondents by wearing a 
method of servqual modified found that 
physical evidence a factor that is essential 
for the satisfaction of Patients and influence 
the decision to return wearing services the 
hospital was .that Significantly physical 
evidence associated with satisfaction of 
Patients, so that we can conclude that 
patient satisfaction actually refer to the 
appearance of / the form of services that the 
more perfect the appearance of services, 
hence the more perfectly of its quality. 
Research conducted Lubis and Martin 
(2009) on the Effects of Price and Quality 
Care Inpatient Satisfaction in North 
Sumatra Deli Hospital, says that physical 
evidence variable has a positive effect on 
customer satisfaction. 
The Reliability Of The Relationship 
Between Patient Satisfaction  
Based on the data, the reliability is 
good, the majority of respondents as many 
as 71 respondents (72.4%) are satisfied and 
as many as 10 respondents (10.2%) were 
less satisfied. On the reliability is not good, 
most respondents as many as 13 
respondents (13.3%) were less satisfied and 
as much as 4 respondents (4.1%) 
are satisfied. The results of the analysis of 
Chi Square Continuity Correction between 
reliability and patient's satisfaction scored 
Asymp.Sig (2-sided) or a p-value of 0.000. 
If the p-value is smaller than the value of α 
= 0.05 means that H1 is accepted or there is 
a relationship between reliability and 
patient's satisfaction. From the results 
obtained by analysis of 
the value Odds Ratio (OR) = 23 075.  
Research from Rahman et al (2013) 
to identify factors that affect the quality of 
service patient satisfaction in a private 
hospital in Bangladesh with 390 
respondents and use 11 variable dimensions 
of quality shows that reliability 
significantly associated with patient 
satisfaction. Likewise, the study of Faisal et 
al (2013) about the relationship between 
nursing care and patient's satisfaction in 
Inpatient A BLU Dr Prof. Dr. RDKandou 
Manado with 85 respondents found no 
significant relationship between reliability 
and client satisfaction. 
Responsiveness With The Relationship 
Between Patient Satisfaction  
Based on the data, the 
responsiveness is good, the majority of 
respondents, 75 respondents (76.5%) are 
satisfied and as many as 19 respondents 
(19.4%) were less satisfied. On the less 
good responsiveness, most respondents as 
many as 4 respondents (4.1%) were less 
satisfied and no respondents who were 
satisfied. The results of the analysis of Chi 
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Square Continuity Correction between 
responsive to patient satisfaction scored 
Asymp.Sig (2-sided) or a p-value of 0.002. 
This study is in line with Simbala et al 
(2013) in the analytic survey research with 
cross-sectional design of the 100 
respondents found that responsiveness 
significantly associated with patient 
satisfaction (p = 0.002). Badri et al (2009) 
in research on the quality of health services 
and the factors that influence patient 
satisfaction expressed responsiveness as 
one of the 12 indicators that are always 
included in various studies related to quality 
of care. In analytical research with 246 
respondents to compare patient satisfaction 
with care in government hospitals and 
private hospitals, found that private 
hospitals have numbers high satisfaction in 
the dimensions of responsiveness and 
empathy, while the government hospitals of 
the most undervalued in the dimensions of 
responsiveness ( Brahmbhatt et al, 2011). 
The Relations Responsiveness To 
Patient's Satisfaction  
With the responsiveness of the 
relationship is the responsiveness of patient 
satisfaction has positive and significant 
impact on patient satisfaction. The better 
the customers' perception of the 
responsiveness of the patient satisfaction 
will be higher, and if the patient's 
perception of the responsiveness bad, then 
the lower patient satisfaction. In accordance 
with the opinion Leboeuf (2012), that 
responsiveness as an employee 
responsiveness of the airport when it is 
needed the patient is closely related to 
customer satisfaction.  
Assurance With Relationship Between 
Patient Satisfaction 
 Basedthe data, the better the 
guarantee, the majority of respondents as 
many as 75 respondents (76.5%) are 
satisfied and as many as 19 respondents 
(19.4%) were less satisfied. On the less 
good collateral, 4 respondents (4.1%) were 
less satisfied and no respondents who were 
satisfied. Correction Chi SquareContinuity 
the analysis results between patient 
satisfaction guarantee to obtain the value 
Asymp.Sig (2-sided) or a p-value of 0.002. 
If the p-value is smaller than the value of α 
= 0.05. Research on patient satisfaction in 
hospitals Jombang by Ariyani (2009), also 
found that the guarantee would increase 
patient satisfaction with hospital services, 
thus making patients tend to trust and 
believe will each service performed by the 
hospital. Mustafa (2008) in a cross-
sectional analytical research on 30 
respondents of the relationship between the 
patient's perception of the nursing service 
quality dimensions found that there was a 
significant association between patients' 
perception of the dimension of assurance 
with patient satisfaction. According 
Tjiptono (2006), the quality of health care 
for a patient is not out of satisfaction with 
health care received, with a good quality 
associated with the cure of disease, 
improving health or fitness, the 
environment pleasant care, and hospitality 
personnel. Assurance includes the ability 
for the knowledge of the product / service 
appropriately, quality hospitality, attention 
and courtesy in providing services, skills in 
providing information, in providing 
security capabilities in utilizing the services 
offered, and the ability to instill confidence 
in customers to the company. Sayed et al 
(2013) study on the perception of the patient 
as an indicator of the quality of nursing 
services in 90 respondents found that 
jaminanberhubungan significantly with 
patient satisfaction (p = 0.0). Essiam (2013) 
which examines the quality of care and 
patient satisfaction in the health service 
with quantitative methods on 400 
respondents identified a significant 
relationship between collateral with patient 
satisfaction (p <0:01). Each patient 
basically want to be treated well by the 
manager of the hospital. Relations with 
satisfaction guarantee patient   
Relationship with patient 
satisfaction guarantee is a guarantee to have 
positive and significant impact on patient 
satisfaction. In line with these studies, 
Winardi, et al. (2014), in a study entitled 
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Effect of Service Quality Customer 
Satisfaction in SMC Inpatient Hospital 
Telogorejo that relate to patient satisfaction 
guarantee so that it can be concluded that a 
good guarantee associated with increased 
patient satisfaction and patient loyalty. 
In a study on patient satisfaction in 
Selangor, Malaysia, by Hayati et al. (2010) 
also found that the guarantee would 
increase patient satisfaction with hospital 
services, thus making patients tend to trust 
and believe will each service performed by 
the hospital. Indiraswari and Damayanti 
(2012), found also that the guarantee was 
significantly besides increasing patient 
satisfaction for services, it will also affect 
the assessment of the patient will be other 
variables. 
The Relationship Between Empathy 
With Patient Satisfaction  
Based on data, on a good care, most 
respondents as many as 72 respondents 
(73.3%) were satisfied and 13 respondents 
(13.3%) were less satisfied. At the 
unfavorable attention, most respondents as 
many as 10 respondents (10.2%) were less 
satisfied 11 and as many as three 
respondents (3.1%) are satisfied. The 
results of the analysis of Chi Square 
Continuity Correction of attention to patient 
satisfaction scored Asymp.Sig (2-sided) or 
a p-value of 0.000. This is in line with 
research Puspitasari and Edris (2011) 
regarding the satisfaction of the patients in 
the Inpatient Hospital Healthy Families Pati 
get that attention very dominant variable 
influence on patient satisfaction. Muninjaya 
(2011) emphasized the importance of the 
dimensions of attention in providing quality 
services. This is in line with research Rattoe 
(2013) about the relationship between the 
quality of service with the decision revisited 
at Bethesda Hospital Tomohon get that 
attention very dominant variable influence 
on patient satisfaction. Moreover, studies of 
Sulianti (2010) as well as the research of 
Rondonuwu (2014), found that variables 
are closely related to attention teriptanya 
quality services.  
 
DISCUSSION 
The results stated that patient 
satisfaction is actually referring to the 
appearance/form of service that 
pelayananan appearance more perfect, more 
perfect then also the quality. Than it also 
needs to pay attention to the amount and 
homogeneity of subjects (age, gender, level 
of disability and the time used in the study) 
so it does not create a bias in the results.  
A summary of the research 
conducted systematicreview,showed a 
positive effect on the quality and service 
excellence to client satisfaction. There is a 
relationship between the quality of nursing 
service with health patient satisfaction seen 
from the dimensions of responsiveness, 
reliability, assurance, empathy, and 
tangibles. 
 
CONCLUSIONS AND 
RECOMMENDATIONS 
Conclusions 
Satisfaction is as level one's feelings 
after comparing the performance or results 
that he felt with his expectations. The level 
of satisfaction is a function of the difference 
between the perceived performance with 
expectations. If the performance below 
expectations, then the customer will be very 
disappointed. When performance as 
expected, then the customer will be very 
satisfied. Meanwhile, when the 
performance of exceeding customer 
expectations will be very satisfied (Oliver, 
1998, in Supranto, 2001). Patient 
satisfaction / customer is service responses 
to the conformity of the level of interest or 
expectations of customers before they 
receive services with the service after they 
receive (Muninjaya, 2011). Therefore, 
customer satisfaction is determined by 
expectations compared with the reality that 
is accepted by the customer. Customers 
include internal customers external 
customers andcustomers. 
intermediateEndeavored to satisfy 
customer needs in all aspects, including 
price, convenience, safety, and timeliness.   
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Recommendation 
Hospitals can arrange patient satisfaction 
survey program on a regular basis so as to 
evaluate the performance of nursing 
services by improving, upgrading and 
development of quality of care and make 
efforts to maximize the satisfaction of 
patients 
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Table 1. Research about quality of care and patient's satisfaction in health care 
No. Citation State Research 
question / 
hypothesis 
Independent 
variable and 
measures 
the dependent 
variable and 
measuring the 
Amount of 
sample 
Results Excess Weakness, 
limitations, 
bias 
1 Billy 
Manengkei, 
2016 
 
Quality of 
services with 
satisfaction 
patient 
 
Indonesi
a 
- for know the 
proof of 
physical with 
patient 
satisfaction 
- to knowing 
reliabilitywith 
patient 
satisfaction 
- to knowing the 
responsived 
satisfaction 
- to knowing 
guaranteeandf
or the patient's 
satisfaction 
- with patient 
satisfaction to 
mengetahuiem
pati 
Determine the 
qualityof service 
perceivedsignific
antly,by the 
consumer there 
is a size 
indicatorof 
consumer 
satisfaction 
conveniently to 
five dimensions 
of service 
quality. 
This research is 
an analytic 
survey with 
cross sectional 
study. 
 
Patients will 
besatisfied if the 
service hegets at 
leastequal or 
exceed the 
expectations of 
Patients,while 
dissatisfaction 
will Arise if the 
result(outcome)
does not meet 
theexpectations 
of the patient 
Population of 
this study is that 
patients who've 
been reset and 
outpatients in 
the installation 
space of 
hospital 
inpatient arc of 
love average 
per month 
amounted to 
162 patients. 
- There is a 
relationship 
between 
physical 
evidence 
and patient's 
satisfaction r 
awat road 
- there is a 
relationship 
between 
reliability with 
satisfaction 
outpatient 
- correlation 
between 
responsiveness 
to the 
satisfaction of 
outpatients 
- there is a 
relationship 
between 
- inclusion 
criteriaclear  
- a long 
timestudy 
- researchqua
sythis 
experiment 
did not use 
a control 
group. 
- The 
number of 
respondents 
a little 
research. 
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collateral with 
the satisfaction 
of outpatients 
- there is a 
relationship 
between 
empathy with 
satisfaction 
outpatient 
2 Azlika M. 
Alamri, 2015 
 
Quality of 
nursing services 
and patient 
satisfaction level 
of education and 
social security of 
the organizing 
body of 
participants 
(BPJS) 
Indonesi
a 
- To Determine 
the 
relationship 
between the 
quality of 
nursing 
services and 
education level 
of patient 
satisfaction 
with pesertat 
Social Security 
Agency (BPJS 
) 
Increased public 
education 
demanding quality 
health services, 
especially nursing 
services that can 
be seen from the 
dimensions 
serviqual 
(responsiveness, 
reliability, 
assurance, 
empathy, 
tangibles). 
Nurse service 
have parts that 
berinteraksi 
with the patient 
directly so that 
the quality of 
services 
performed by 
nurses is an 
indicator of 
good or bad 
quality of care 
in hospitals. 
This study uses 
analytic survey 
with cross 
sectional study. 
The number of 
samples in this 
study as many 
as 89. 
The results of the 
bivariate analysis 
demonstrated an 
association 
between quality 
of care nurses 
with patient 
satisfaction 
becausevalue p = 
0.000 <α (0:05). 
Also bivariate 
test results 
Showed the value 
of OR 7733 and 
then to the 
variable level of 
education that 
there was no 
correlation 
between level of 
- The 
collection 
of Data 
Obtained 
through 
questionna
ires. 
- the 
inclusion 
criteria. 
Through this 
study, 
Researchers 
give 
suggestions 
for hospitals 
to be Able to 
put together a 
program of 
patient 
satisfaction 
surveys on a 
regular basis. 
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education and 
patient 
satisfaction 
becausevalue p = 
0.750> 
α (0:05). 
3 Rini Winasih 
2014 
 
Organizational 
culture and 
quality of 
nursing work life 
on the 
performance and 
job satisfaction 
of nurses 
Indonesi
a 
-  To explain the 
influence of 
organizational 
culture and 
quality of 
nurses work 
life (QNWL) 
on the 
performance 
and job 
satisfaction of 
nurses 
Factor objective 
(innovation 
and risk-taking, 
attention 
thedetails, 
results 
orientation, the 
orientation of 
human 
resources, 
orientation, 
team 
aggressiveness 
and stability), 
individual 
factors 
(age, sex, marital 
status, 
education, 
promotion, and 
tenure), 
social and 
environmental 
factors 
(communication, 
The 
performance of 
nurses and nurse 
job satisfaction 
 
This research 
usesdesign 
explanatorywith
approach. 
cross-
sectionalThepo
pulation was all 
nurses Civil 
Servants in the 
hospital 
operating room. 
Dr. Soetomo. A 
sample of 95 
nurses Obtained 
by cluster 
sampling. Data 
were Analyzed 
using 
partial 
leastsquare. 
Cultural 
organisasi 
affected by 
objective factors. 
Factors affecting 
QNWL is social 
and 
environmental 
factors, 
operational 
factors, 
administrative 
factors, 
and workplace 
culture. QNWL 
Affect 
performance and 
job satisfaction of 
nurses. Job 
satisfaction 
Affects the 
performance of 
nurses. 
Strong 
organizationa
l culture can 
creategoodqu
ality ofwork 
life 
afor nurses in 
improving 
theperforman
ce and job 
satisfaction 
of nurses at 
the Hospital 
Dr. Soetomo. 
Improved 
quality of 
work life of 
nurses in 
hospitals Dr. 
Soetomoinflu
enced by 
social 
andfactors, 
environmenta
l andfactors 
Future studies 
need to be 
done 
to analyze the 
effect of 
empowerment 
and job 
involvement 
on the quality 
of 
- work life of 
nurses. 
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leadership, 
relationships 
between nurses, 
relationships 
between 
departments, and 
the relationship 
between the 
profession), 
operational 
factors (the 
number of 
nurses, service 
schedule, and 
supervision 
supervisor), 
administrative 
factors (policy 
organization, 
safety and 
health, 
career 
development, 
salary and 
remuneration). 
variable an 
intervening is 
the culture of the 
organization and 
quality of work 
life of nurses. 
operational 
factors. 
administrativ
e 
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4 Gustop Amatiria 
2012 
 
Quality of 
nursing services 
by using 
Team on 
inpatient 
 
Indonesi
a 
- To see if the 
quality of 
nursing care 
to the method 
the team can 
improve 
patient 
satisfaction in 
inpatient 
dimension of 
quality 
have 
Contributed 
Significantly to 
Affect the 
relationship of 
the above is the 
dimension of 
responsiveness 
(responsiveness)
, 
assurance 
(assurance) and 
Emphati 
(Proximity), 
while the 
dimensions of 
Tangible 
and Reliability 
does not have a 
significant 
contribution 
insatisfaction 
Influencing 
pengembangkan
method 
professional 
nursingcareof 
functional 
methods into 
methods of 
team. 
The change 
Began with a 
pilot project 
on adult 
inpatient 
spacewoman. 
Design Cross-
sectionalThe 
population is all 
inpatientsin the 
mature adult 
men and 
women, 
usingmethod of 
sampling 
purposive 
sampling 
amounted to 90 
respondents. 
Measuring 
instruments 
using a 
questionnaire 
and the 
questionnaire 
method. 
Processing of 
the data 
analysiswith the 
results of 
univariate and 
bivariate Chi 
Squaretest. 
an Increase in 
the value of 
pelaksanana 
method 
diruangan team 
(81.1) improving 
the quality of 
nursing service 
value (81.30) and 
thevalue of 
averagesatisfactio
n (65.24). 
Aadanya 
significant 
relationship 
between the 
quality of nursing 
care 
using a team to 
patient 
satisfaction in 
hospitals. 
Immanuel Bandar 
Lampung (pV = 
0.0001). 
Of the five 
quality 
dimensions 
measured was 
only 3 (three) 
dimensions are 
Of the five 
quality 
dimensions 
measured 
was only 3 
(three) 
dimensions 
are related, 
Responsivene
ss, 
Assurance 
and Emphati,  
while two (2) 
dimensions 
are not related 
are Tangiable 
and Reability. 
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related, 
Responsiveness, 
Assurance and 
Emphati. 
5 Welas Haryati 
2007 
 
Quality of 
nursing services 
response to the 
levels of patient 
satisfaction  
 
 
Indonesi
a 
To find out if 
there is a 
significant 
difference 
between the 
quality of 
service expected 
and the quality 
of service 
actually 
nursing care 
given because of 
the weakness of 
physical, 
mental, lack of 
knowledge or 
a lack of will 
lead to the 
ability to carry 
outlife 
daily-day 
Independently. 
This activity is 
done in an effort 
to improve 
health, disease 
prevention, 
cure, 
rehabilitation 
and 
health care. 
Knowing the 
patient 
satisfaction 
is very 
important 
Becausebenefit 
thetothe hospital 
in order to 
Evaluate the 
current position 
of hospital 
Compared with 
competitors and 
needed to find 
the which parts 
are in need of 
repair. 
all usersservices 
of nursing 
careamounted 
to 1820 people 
distributed in 12 
treatment 
rooms, a sample 
was 100 people. 
Data collection 
using 
questionnaires 
and 
documentation. 
 
there is a 
significant 
difference 
between 
the expected 
service and the 
quality of the 
actual service.  
 
The number 
of 
respondents 
lot 
- 
6 Abdul Majeed 
Alhashem 2009 
 
Factors 
Influencing 
patient 
satisfaction in 
Kuwait - To identify 
factors that 
influence 
patient 
satisfaction in 
primary health 
The quality of 
the 
communication 
link between 
physicians and 
Patients Showed 
a positive effect 
Patient 
satisfaction can 
be defined as 
assessments 
made by the 
care recipient to 
care Whether 
the data 
collected during 
January 2007 
and May 2007 
through a 
questionnaire 
- Exploratory 
factor analysis 
identified six 
factors and the 
reliability of the 
overall scale 
Regarding 
the quality of 
the 
communicati
on link 
between 
doctors and 
- Another 
limitation is 
that we do 
not validate 
the 
questionnair
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primary health 
clinics 
care clinics. on the size of the 
patient 
satisfaction 
Reviews their 
expectations 
have been met 
or not 
distributed 
randomly. 
was found 0.61. 
Study 
limitations / 
implications - 
One limitation 
of this study is 
the exclusion of 
the private 
sector. 
Patients 
Patients 
respond most 
negatively. 
e in the local 
environmen
t. 
- Another 
drawback is 
that some 
patients are 
reluctant to 
participate 
when they 
know that 
there is an 
incentive 
would be 
given to 
compensate 
them for 
their time. 
7 Pall Biering, 
2006 
 
The concept of 
patient 
satisfaction with 
the construct 
validity and 
sensitivity study 
questionnaires 
USA - To explore the 
construct 
validity and 
sensitivity of 
patient 
satisfaction 
questionnaires 
intended to 
obtain a better 
Criteria for 
construct 
validity and 
sensitivity 
resulted in 
findings that 
throw some light 
on the issues of 
definition and 
The concept of 
"patient 
satisfaction with 
care" is most 
often defined as 
an indicator for 
how well the 
treatment is 
received as 
to analyze the 
construct 
validity and 
sensitivity 
questionnaire 
used in the 
survey 
conducted in 11 
hospitals texas 
Two factors were 
found; one 
consisting of 
items other 
negative tone and 
positive tone of 
the item. Item 
negative tone of 
the items 
contributing more 
Internal 
consistency 
is high and 
homogeneity 
Casting light 
on the concept 
of patient 
satisfaction 
with the study 
of construct 
validity and 
sensitivity 
questionnaire 
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understanding 
of the 
concepts, and 
issues around 
size. 
measurement 
concepts 
expected patient 
nursing care 
positive tone to 
the sensitivity of 
the instrument. 
8 Xavier Institute 
of Management, 
2014 
 
Measurement of 
patient 
satisfaction An 
empirical study 
India - To understand 
the patient a 
different 
dimension to 
stay in a 
hospital is 
regarded as 
essential for 
the 
satisfaction 
and how 
dimensions 
affect their 
overall 
satisfaction 
level. 
Improving the 
quality of 
services in 
health care have 
gained much 
attention in the 
last decade due 
to delivery of 
care leads to 
better health 
outcomes for 
patients. 
 
Patients were 
satisfied with 
interpersonal 
care, but less 
satisfied with 
the comfort, 
environment, 
sanitation, and 
public and 
private 
instructions. 
field surveys 
given to 
patients who 
were excluded 
in the past from 
the public or 
private hospital 
in the city. Data 
collected were 
analyzed using 
multivariate 
techniques. 
The data analysis 
highlighted four 
important 
dimensions of 
patient 
satisfaction. Four 
dimensions are 
significantly and 
positively affect 
the overall level 
of patient 
satisfaction. 
This study 
provides 
valuable 
insight into 
the 
dimensions 
of patient 
satisfaction 
in the Indian 
context and 
how they 
affect the 
dimensions 
of the overall 
patient 
satisfaction 
- study was 
conducted in 
one of the 
four major 
metropolitan 
cities in 
India. 
9 Hong Qin, 2014 
 
UCPERF: An 
Urgent Care 
Patient 
SatisfactionInstr
ument 
Texas To determine 
patient 
satisfaction with 
one intrument 
UPCERF 
UPCERF is one 
of the 
instruments for 
measuring 
akeulaitas 
services  
patient 
satisfactioninclu
ding indicators 
to measure the 
level of health 
care.  
Simple random 
sampling  
Urgent care 
service quality 
(UCPERF) shows 
a positive picture 
- not shown in 
the instrument 
on article 
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10 LTC Angelo D. 
Moore, AN, 
2016  
 
Patient provide 
recommendation
s to improve 
patient 
satisfaction 
USA shows that the 
implementation 
of PCMHs 
improve patient 
satisfaction; 
reduce 
emergency room 
visits, 
unnecessary and 
avoidable 
service costs; 
and improving 
access to 
services 
PCMHs 
implement 
processes 
without input 
patient, they risk 
the chance to 
implement 
appropriate 
processes and 
fail to produce 
the expected 
results. 
Patient 
satisfaction is an 
important and 
measurable out- 
comes related to 
the experience 
of patients and 
included 
patients' 
perceptions or 
attitudes about 
their health ing 
receivers and 
their interaction 
with the health 
care  
of the 200 
participants 
from a larger 
quantitative 
study, 148 
(74%) of the 
participants to 
respond to open 
questions 
implementation 
of PCMHs 
improve patient 
satisfaction; 
reduce 
emergency room 
visits, 
unnecessary and 
avoidable service 
costs; and 
improving access 
to services 
These studies 
provide input 
from the 
patient's 
perspective 
and 
a deeper 
understandin
g of how 
patient 
satisfaction 
is affected by 
the provider 
of health care 
actions and 
attributes in 
addition 
to access to 
care. 
 
- 
11 AmieForan,2016 
Patient 
satisfaction with 
hospital services 
based 
neuropsychologi
cal 
 
Australi
a 
- To develop 
and pilot 
measure 
patient 
satisfaction 
include 
themes, 
activities and 
interaction 
settings 
Evaluate 
neuropsychologi
cal hospital-
based 
ambulatory 
services, 
including the 
extent to which 
the service is 
intended model 
Patient 
satisfaction for 
the process of 
neuropsychologi
cal assessments 
that are required 
in order to 
evaluate and 
determine how 
changes in 
clinical practice 
testing phase 
(85%) rated 
significantly 
better than the 
pre-assessment 
(79%) and 
feedback (70 
%) stage. 
Comments 
given by 32 
respondents. 
Interpersonal 
facilitator for 
neuropsychologic
al assessment 
satisfying 
experience, but 
also 
dissatisfaction 
with the physical 
aspect of the test 
environment in 
As a quality 
assurance 
tool to 
evaluate 
neuropsychol
ogical 
performance. 
 
Further 
research could 
also 
include a 
broader 
perspective on 
the consumer 
experience of 
neuropsychol
ogical 
services 
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specific to 
neuropsychol
ogical 
assessment 
process. 
of patient-
centered care. 
can be valid to 
be realized in 
the context of 
this service 
addition to the 
availability of the 
service. 
 
12 Roberta S. 
Russell 2014  
 
Patient's 
perceptionqualit
y of 
USA To analyze 
thepatient 
satisfaction 
survey 
Evaluate the 
health system 
that includes 
several types of 
clinics, medical 
specialties and 
types of doctors. 
To test the 
satisfaction 
surveys of 
patient data 
from hospital 
medical center 
representative 
and determine 
whether 
additional 
analysis can 
provide the 
center with 
useful 
information to 
improve quality 
of care and 
patient 
satisfaction. 
Patients during 
visits 
Variables 
associated with 
Access, Moving 
Through Visit, 
Nurse / Assistant, 
Care Providers 
and Personal 
Issues 
significantly 
impact the 
overall 
assessment of 
service quality. 
Focus on 
medical 
practice, not 
a hospital, 
and includes 
several types 
of clinics, 
medical 
specialties 
and types of 
physicians in 
the analysis. 
while gender 
and types of 
service 
providers do 
not appear to 
have any 
impact on 
patient 
satisfaction 
overall, 
significant 
differences 
exist by age 
group, 
specialized 
doctors and 
clinic types 
13 Lorissa 
MacAllister, 
2016 
 
Environmental 
variables that 
USA To determine the 
environmental 
variables that 
influence 
satisfaction the 
patient's 
physical 
environment 
noted as 
important to be 
clean and quiet 
but is not 
considered an 
patient care-
called patient 
satisfaction-is 
great interest in 
the healthcare 
industry, as it 
becomes more 
Identify at least 
10 known 
variable spatial 
environment 
that has been 
proven to have 
a direct 
There are certain 
features of spatial 
and 
environmental 
design in hospital 
settings or jobs 
that affect the 
The inclusion 
criteria for 
the 14 studies 
selected is a 
clear analysis 
of statistics, 
variable 
Padaartikel no 
mention of 
how the 
samples used 
inresearch  
 
 
373 
 8th International Nursing Conference “Education, Practice And Research Development In Nursing” 
affect patient 
satisfaction 
essential part of 
patient 
satisfaction or 
the result of 
other health 
directly related 
to the income of 
the provider of 
health system , 
relationship 
with health and 
behavioral 
outcomes of 
patients. 
outcome and 
should be 
recorded in future 
research. 
spatial 
measurable 
predictor 
clear, and 
variable 
outcomes 
associated 
with health 
outcomes or 
human 
behavior (ie 
tariffs, death, 
fall, or 
rehospitalizat
ion) 
14 LVCheldelin 
2012 
 
patient 
satisfaction 
measurement 
method 
USA To test whether 
patient 
satisfaction 
measurement 
methods affect 
the results of 
 
Providence Saint 
Vincent NICU 
already in place 
two parallel 
surveys. One of 
them is an 
exclusive survey 
email (Press 
Ganey) and 
other telephone-
based survey. 
telephone 
survey is a 
better 
estimate of the 
actual attitude 
of the 
populationfamili
es 
discharged from 
NICUand we 
can not just do 
the 
math 
adjustments 
between surveys 
to account 
formode. 
All families 
with patients 
discharged 
hospital NICU 
parents 
surveyed at 2 to 
42 days after 
discharge 
with two 
parallel survey 
(mailed and 
telephone) from 
August 2010 to 
December 
2011. 
 
Eight hundred 
and thirteen 
families included 
in the study. 
 
mail survey 
and 
telephone 
survey 
respondents 
have a 
different 
attitude that 
can not be 
adjusted for 
the effects of 
methodologic
al 
measurement
. 
 
there is no 
linear 
correlation 
can be found 
between two 
of the five 
questions, the 
constant 
process of 
mathematical 
values 
can not be 
identified. 
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differences  
Both methods 
give us a 
population 
survey with a 
different 
attitude. 
15, J. Baker  2013 
Patient 
satisfaction with 
nurse clinical 
specialistpractice 
British - to ensure that 
sufficient 
CNSS 
available to 
women 
attending 
breast 
screening 
assessment 
centers. 
 
A coordinated 
approach is 
adopted to 
monitor 
standards of 
practice 
among clinical 
nurse specialists 
(CNSS) 
 
Patient 
satisfaction has 
allowed the 
team toquality 
assurance 
Build aarea of 
good practice to 
be shared across 
the 
region.  
These women 
are invited to 
attend 
skriningpayudar
a center.  
Women attend 
for breast 
screening 
assessment, 
interactions with 
CNS has been 
very helpful. 
 
In this study 
the aspects 
that more 
than previous 
studies. 
Generalizing 
the results are 
less  
 
